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Overview of
Overview of 
ACCESS Florida
ACCESS Florida
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A modernized service delivery system that is powered by
A modernized service delivery system that is powered by 
partnerships and supported by technology
partnerships and supported by technology
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Program InformationProgram Information

�	 ACCESS Florida serves: (June 2008) 
�	 783,000 food stamp households (up 21% in 

past year) 
�	 48,000 TANF families 
�	 1.8 million Medicaid recipients 

�	 58% of new customers are Medicaid 

�	 Eligibility for multiple programs processed through 
a single intake/interview 

�	 Direct services budget, - 4,100 staff and $204M 
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Why Modernize?Why Modernize?

 Implement Legislative direction 

 Update 1960’s service delivery 
model 

 Respond to changes in customer 
base 
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Florida Caseload ChangeFlorida Caseload Change
Sept. 1996 to July 2008Sept. 1996 to July 2008



Key Changes to AchieveKey Changes to Achieve

� Make it easier- Minimize documentation 
requirements 

� Use self-service approaches 

� Extended customer access through partner 
agencies 

� Decrease time required by customers 

� Minimize interview requirements with waivers 
and hardship exceptions 

� Reduce administrative cost 
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Comparison of Old and
Comparison of Old and 
Modernized Systems
Modernized Systems

Old Model 
� Access only available 

at state offices 
� Long waits for 

customers, in very 
crowded offices 
� Lengthy interview with 


staff doing data entry

� Mountains of files; 

paper-intensive 
process 

Modernized Model 
� Access available at 

community access points
& state storefronts 
� Fast, convenient service 


in community settings


� Assisted customer self-
service by phone, web or
mail 
� Paperless environment;

digital document 
management 
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Service Delivery Model 2004
Service Delivery Model 2004

Application Bulletin 
•Color-coded signage was used to 

assist customers in locating the 

desired applications.


SELF SERVE AREA 
•Color-coded signage were used 
to assist customers in locating 
self-service equipment. 
•Greeters. 
•Self-service equipment 
•Drop box. 
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The ACCESS Model OverviewThe ACCESS Model Overview

““Back OfBack Offfiicece”” ProcessingProcessing
¾ Processing Units/Centers 
¾ Case Maintenance Center 
¾ Customer Call Center for changes 
¾ Front-End Fraud (ACCESS 

Integrity) 
¾ Kidcare (Medicaid only for 

children) Processing Centers 

EnhanceEnhancedd Technology Technology
¾ Automated Response Unit 
¾ Web Application 
¾ Document Management 

¾ Virtual case records and 
verification document 

¾ Scanning and indexing 

Customer Call Center 
for Information 

Community 
Partners 

Front End 
Services 

DCF Customer home, 
Service Centers or 

Satellite Offices 

Customer Access Opportunities 
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• Self-service 
• Greeters available 

Service Delivery Model TodayService Delivery Model Today
Easy Computer Access Through Store Fronts, 

Community Partners or at home 
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Multiple Access OpportunitiesMultiple Access Opportunities

Community Partnerships offer a significant opportunity to
enhance service delivery, expanding customer access
opportunities supported by the department including: 
� DCF Offices configured as Storefronts/Satellite Offices 
� Customer Call Centers/Automated Response Unit 
� Web Application 
� Application Mail-Ins 

Community 
Partners 

DCF Storefronts 
(Satellite Offices) 

Internet 
Web Application 

Fax 

Phone/ARU 

Mail 

Customer Call 
Center/ARU 
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Automated Response Unit (ARU)Automated Response Unit (ARU)

North Florida ARU: 03/21/05 

Central Florida ARU: 5/02/05 

South Florida ARU: 4/15/05 
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Community Partnerships
Community Partnerships

� Public or private entities, including faith-
based organizations that: 
� Serve as additional portals to services for

clients mutually served by partner agency and
DCF 
� Choose the level of partnership participation

that best fits their mission, resources and 
community needs 

� Eligibility work is completed by DCF
merit employees, while partners supply
the access point 
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9 Workforce One Stops 9 Homeless Services 
Organizations 9 County Public Health

Units 9 Public Schools 
9 Hospitals 9 Social Services 
9 Food Banks 9 Domestic Violence 

Centers 9 Aging Resource
Centers 9 Libraries 

9 Community Centers 9 Independent Living
Centers 9 Faith-Based 

Organizations 

Community PartnershipsCommunity Partnerships
ExamplesExamples

! rs ee3,200 partn identifi d !
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Web Application
Web Application
� Intranet web application available in agency offices 

for self-directed service 

� 

� 

� 

Internet web application (deployed April 13, 2005) 
available in community partner sites and homes 

Approximately 90% of all applications are submitted 
via the web application 

More functionality and enhancements are added with 
each iteration 

� The web address is: 
www.myflorida.com/accessflorida 
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ACCESS Web ApplicationACCESS Web Application –– Easier to UseEasier to Use
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Application Information 

System Displays 
Summary 

Easier to Use WebEasier to Use Web
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User Feedback SurveyUser Feedback Survey –– JuneJune‘‘0808

Needed Help to Complete? Experience with Screens 

Time to Complete Use Again? 

80% 
Yes 
No 63% 

Easy 
Fair 
Difficult 

96% 
Yes 
No 

Total Users Responding: 36,792 In JuneTotal Users Responding: 36,792 In June

32% 

48% 

< 30 min 
< 60 min 
> 60 min 



EE--signed Applications & Reviewssigned Applications & Reviews
Through June 2008Through June 2008
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Electronic Document Electronic Document
ManagementManagement

Went statewide November 2006 

• Accessible statewide 
• Instant retrieval 
• Storage and postage 

savings 



TelecommutingTelecommuting

•	 Eligibility Specialists with 
high-speed Internet access 
can now work from home. 

•	 Started in early 2007 
•	 Scope limited to 

experienced staff - but 
growing 

•	 Productivity is higher 
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Wow! I can 
work from 

home. 
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Future EnhancementsFuture Enhancements



ACCESS Management SystemACCESS Management System

Client Registration / 
Clearance Process 

� Displays new information 
from customer and that 
already in base system

� Allows for edit to base 
system.

� Provides 1 button 
touch clearance 
process. 
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New WebNew Web--based FLORIDA Screen
based FLORIDA Screen

The new web system automatically

brings demographic web-app 


information into the system. Eligibility 

data elements portion in development
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My Account AuthenticationMy Account Authentication
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More secure than 
existing system. 

More information. 
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Nightly extract from 
base system. 

Approved application 

My ACCESS AccountMy ACCESS Account



Modernization Recap
Modernization Recap

Accomplishments 
•	 Streamlined operations and simplified eligibility determination. 
•	 Reduced staff by 43% with increases in workload. 
•	 Increased access points in the community by almost 1500% with combined community 

partnership and DCF locations. 
•	 Consolidated back room processing and reduced the number of DCF walk-in offices 
•	 Reduced number of DCF office buildings by 43% 

Recognition 
•	 Winner (out of 1,000 entrants) of the 2007 ASH Institute Innovations in American 

Government Award. 
•	 Visited by more than 40 states and national organizations. 
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Modernization 
Funding & Staffing Reductions Beginning State Fiscal Year '03 - '04 
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Studies & EvaluationsStudies & Evaluations

• Mathematica Policy Research, Inc. 
– Modernization of the Food Stamp Program in Florida

(February 2008) 
• Government Accountability Office 

– Food Stamp Program – Use of Alternative Methods to 
Apply for and Maintain Benefits Could Be Enhanced
by Additional Evaluation and Information on
Promising Practices 

• National Governor’s Association 
– Improving Access to Benefits for Low Income


Families (August 2006)
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QuestionsQuestions


